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摘  要 
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本文通过对 HJC 货代公司的分析，找出客户关系管理是构建 HJC 竞争优势的关




第三章解决了 HJC 为什么要实施客户关系管理的问题。先是简单介绍了 HJC 公
司的情况，然后对其做出战略分析，形成了差异化的客户关系管理战略， 后阐述
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Since reform and opening up, China's freight forwarding industry developed rapidly. 
At present China accomplishes opening up both externally and internally, competitions 
become more intense. Now the shipping market is oversupplied. so is freight forwarding 
industry. On the whole, China's freight forwarding industry is still in a state of low level. 
With the challenges of globalization, domestic freight forwarding enterprises will be 
brought impact of logistics enterprises from oversea large freight forwarding. 
Based on the analysis of HJC freight forwarding companies, identifying customer 
relationship management is the competitive advantages of constructing HJC. Combined 
with the actual situation of HJC, the implementation of customer relationship management 
is discussed. 
The first chapter of the essay gives explanations of research background, purpose, 
idea and the methods. It also summarizes the related theoretical literature of customer 
relationship management. In chapter two, the definition and the role of international 
freight forwarding industry and the status quo of domestic freight forwarding industry are 
demonstrated, which give an outline of the freight forwarding industry. 
In the third chapter, it resolves the problems Why the HJC should implement 
customer relationship management. Giving a brief introduction of HJC Freight Forwarders 
Company, I make a strategic analysis and formed differential customer relationship 
management strategies. In the last part of chapter three, it gives the analysis of HJC's 
customer relationship management status quo and issues.  
The content of chapter four is the essential part of the essay. It covers several 
perspectives such as business philosophy, organizational structure, customer identification, 
service process re-engineering, remedial services and customer drain handling and, the 
final customer relationship management system implementation, which give a 
comprehensive discussion about the HJC's customer relationship management. I give a 
simple the satisfaction of evaluation model, loyalty evaluation model for HJC, optimize 
the process of the HJC, and recommend of the remedial services and the loss of customers. 
Finally the framework and the module system are to be brought forward to the customer 
relationship management system. 
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第二节  文献综述 
一、 客户关系管理的定义 
CRM 是 Customer Relationship Management 的缩写，中文意思就是“客户关系
管理”。关于客户关系管理的定义很多，我们来分析一些专家和组织对 CRM 的定义，
这些定义从各种角度对 CRM 进行了比较全面的解读。 
CRM 定义 1：CRM is a business strategy designed to optimize profitability, 
revenue and customer satisfaction by organizing the enterprise around 
customer segments, fostering customer-centric behavior and implementing 
customer-centric process。
①
这是由 先提出 CRM 的权威研究组织 Gartner Group
                                                        













客户关系管理在 HJC 货代公司的应用探讨 
   2
给出的关于 CM 的定义，中文意思就是：CRM 是企业的一种商业策略,它按照客户的分
割情况有效的组织企业资源,培养以客户为中心的经营行为以及实施以客户为中心
的业务流程,并以此为手段提高企业的获利能力、收入以及客户满意度。我们看到，
Gartner Group 认为 CRM 是一项商业策略，而不是某种技术或者一套系统。同时，CRM
的目标涵盖了增强企业盈利能力，而不局限于提高客户满意度。 






CRM 定义 3：CRM is a comprehensive set of process and technologies for 
managing the relationships with potential and current customer and business 
partners across marketing, sales, and service regardless of the communication 
channel 。
②
这是由全球 知名的 CRM 网站 CRMguru.com 的专家小组提出的，中文翻
译是：CRM 是企业在营销、销售和服务业务范围内，对现实的和潜在的客户关系以及
业务伙伴关系进行多渠道管理的一系列过程和技术。 














关系营销的提出者 L.L. Berry 给关系营销下的定义是“吸引、维护和增强与客
                                                        
① 叶开. 中国 CRM 佳实务[M]. 北京：电子工业出版社，2005. 9. 
② 何荣勤. CRM 原理·设计·实践[M]. 北京：电子工业出版社，2006. 9-10. 
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